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All of the following are steps involved in active listening EXCEPT: 


Select one: 
Repeat ¥ 
Evaluate X 
Respond * 


Remember % 
Rose Wang (ID:113212) this answer is incorrect. Retaining the information you are 


told is an important step of active listening. 


Marks for this submission: 0.0/1.0. 

TOPIC: Communication & Education 
LEARNING OBJECTIVE: 

To identify stages of active listening. 
BACKGROUND: 


Active listening is important to build patient and interprofessional relationships. The four stages of the active 
listening process are (1) attending, (2) interpreting, (3) responding, and (4) remembering. The listening 
process begins when one actively selects or attends to, someone speaking in our environment. We assign a 
meaning to the selected stimuli in the interpretation stage of listening and determine importance. 
Responding to a message involves any discernable reaction to a message. Humans may respond to messages 
verbally and nonverbally through body language. Finally, the remembering stage involves the retention and 
recall of messages. 


RATIONALE: 
Correct Answer: 


(Option #1): Repeating or paraphrasing is part of the understanding step of active listening — it is used to 
ensure that you correctly understand what the speaker said. It is not an actual step in listening though. 


Incorrect Answers: 


(Option #2): Evaluate is a step in active listening as a healthcare professional — is the information given to 
you fact or opinion and is it exaggerated? 

(Option #3): Responding is a step in active listening. Responding empathetically is an important skill 
healthcare professionals develop when working with patients. 

(Option #4): Retaining the information you are told is an important step of active listening. 


TAKEAWAY/KEY POINTS: 


Repeating is not a step in active listening. Attending, interpreting, responding, and remembering are the four 
steps. 

REFERENCE: 

[1] Dobkin BA, Pace RC. Communication in a Changing World - Listening and Responding to Others. McGraw- 
Hill Global Education Holdings, LLC. 
http://highered.mheducation.com/sites/0072959827/student_view0/chapter4/index.html. 


The correct answer is: Repeat 


Which of the following statements is most true? 


Select one: 


When communicating with another person, gestures are used to emphasize an important point, Y 
posture can indicate either great interest or boredom and touch can express encouragement or 
empathy 

When communicating with another person, touch is % 
used to emphasize an important point, posture can 
indicate either great interest or boredom, and 

gestures can express encouragement or empathy 


Rose Wang (ID:1]3212) this answer is 
incorrect. Posture can be used to 
display importance level as gestures 
may be used to show importance. 


When communicating with another person, posture is used to emphasize an important point, x 
gestures can indicate either great interest or boredom and touch can express encouragement or 
empathy 

When communicating with another person, gestures are used to emphasize an important point,  % 


touch can indicate either great interest or boredom and posture can express encouragement or 


Question 3 
1D: 3722 


empathy 


Marks for this submission: 0.0/1.0. 

TOPIC: Communication & Education 

LEARNING OBJECTIVE: 

To identify how to use verbal and non-verbal body language in order to improve patient relationships. 
BACKGROUND: 


Body language and verbal communication are key to patient communication. Providing patient-friendly 
language and body language tips can enhance patient relationships and increase trust in healthcare 
professionals. Gestures such as hand movements can increase the importance of a talking point. Patients may 
be more likely to remember an important fact if a healthcare professional uses hand gestures to emphasize a 
talking point. Body language and posture can demonstrate interest levels. If one is crouched over or leaning 
ona desk, they may seem relaxed and/or come across less interested in what a patient has to say. Standing 
straight and maintaining eye contact can show interest in what a patient has to say. A light touch on the 
forearm or shoulder may also be used to show empathy or encouragement. These tools can be used in the 
right scenarios to improve patient communication. 


RATIONALE: 

Correct Answer: 

(Option #1): Gestures are used to emphasize important points and posture can indicate interest level. 
Incorrect Answers: 


(Option #2): Posture can be used to display importance level as gestures may be used to show importance. 
(Option #3): Touch can show empathy or encouragement, however, gestures are used for important points. 
(Option #4): Although gestures are used to emphasize important points, however, body language and 
posture can indicate interest or boredom. 


TAKEAWAY/KEY POINTS: 


Gestures are used to show empathy or encouragement while body language and posture can display 
importance. 


REFERENCES: 


[1] Onsager, Mark. Understanding the Importance of Non-Verbal Communication. Body Language Dictionary. 
2014. hitp://ijiset.com/vol2/v2s23/JISET_V2_13_18.pdf 


[2] Dobkin BA, Pace RC. Communication in a Changing World - Listening and Responding to Others. 
McGraw-Hill Global Education Holdings, LLC. 
http://highered.mheducation.com/sites/0072959827/student _view0/chapterd/indexhtml. 


The correct answer is: When communicating with another person, gestures are used to emphasize an 
important point, posture can indicate either great interest or boredom and touch can express 
encouragement or empathy 


All of the following are examples of beneficial communication strategies EXCEPT: 


Select one: 


Avoiding eye ¥ 
eee IR Rose Wang (ID:113212) this answer is correct. Lack of eve contact is a sign of 
Tack of Gon fidence lor insincerity 


Smiling% 
Professional clothing *% 


Variation in tone % 


Marts for this submission: 1.0/1.0. 
TOPIC: Communication & Education 

LEARNING OBJECTIVES: 

To identify appropriate nonverbal communication strategies. 
BACKGROUND: 


Body language and verbal communication are key to patient communication. Providing patient-friendly 
language and body language tips can enhance patient relationships and increase trust in healthcare 
professionals. Body language is the use of physical behaviour, expressions, and mannerisms to communicate 
nonverbally, often done instinctively rather than consciously. Non-verbal body language can enhance patient 
relationships to improve trust and create a warm and welcoming environment. Non-verbal communication 
may include smiling where appropriate, an open body position and straight posture. Variation in one's tone 
of voice can keep patients' interest and attention level to ensure they listen to your important counselling 
points. Other verbal communication strategies include repeating a patient's chief complaint and asking 
‘open-ended questions. 


Eye contact is important to create a trustworthy environment. Lack of eye contact may create doubt and 
reduce trust and confidence in others. 


RATIONALE: 
Correct Answer: 
(Option #1): Lack of eye contact is a sign of lack of confidence or insincerity. 


Question 4 
10:3715 


Corect 


Question 5 
10:3720 


Incorrect 


Incorrect Answers: 


(Option #2): Smiling when appropriate is a friendly non-verbal communication technique. 
(Option #3): Taking care of one's appearance makes a good impression on patients or clients. 
(Option #4): Variation in tone is a method to show different emotions. 


TAKEAWAY/KEY POINTS: 
Eye contact is a useful tool to build trust and enhance communication with patients. 
REFERENCE: 


[1] Segal J, Smith M, Boose G, Jaffe J. Nonverbal Communication: Improving Your Nonverbal Skills and 
Reading Body Language. Helpguide.org. http://www.helpguide.org/articles/relationships/nonverbal- 
communication.html, 


The correct answer is: Avoiding eye contact 


All of the following are consequences of an aggressive attitude EXCEPT: 


Select one: 


Gives the impressionof v 


licking cadie Rose Wang (ID: 113212) this answer is correct. Lacking confidence is 


the impression given by a passive attitude. 
Gives the impression of being combative X 


Aggressive person may be ignored * 


Focuses solely on person's own needs X 


Marks for this submission: 1.0/1.0. 

TOPIC: Communication & Education 

LEARNING OBJECTIVE: 

To identify how an aggressive tone may appear to others. 
BACKGROUND: 


Verbal communication is the fastest way to display a tone of trust and confidence in others. The way we use 
words, the volume and tone of our voices all may demonstrate varying degrees of trust and confidence. An 
aggressive attitude and tone may demonstrate confidence but may not show friendliness or understanding. 
Having an aggressive tone to your verbal communication may show your personal needs are in front of 
others as well as coming off as a less trustworthy person. Patients may be submissive to those with an 
aggressive attitude to avoid conflict and confrontation. 


RATIONALE: 
Correct Answer: 

(Option #1): Lacking confidence is the impression given by a passive attitude. 
Incorrect Answers: 


(Option #2): An aggressive attitude may give the impression of a combative attitude. 

(Option #3): Patients may choose to pretend to agree with aggressive healthcare professionals simply to be 
able to leave the conversation but will likely end up ignoring the professional. 

(Option #4): An aggressive person may focus solely on his/her own needs while a passive person focuses 
solely on the needs of others. 


TAKEAWAY/KEY POINTS: 
Aggressiveness may appear as being confident. A passive tone may come off as less confident. 
REFERENCE: 


[1] Rouch G. Is your language Aggressive, Passive, or Assertive? 2013. 
http://www.outstand.org/index.php/2013/07/aggressive-passive-assertive/. 


The correct answer is: Gives the impression of lacking confidence 


Which of the following questions is an open-ended question? 


Select one: 


Do you have symptoms * 


of hypaghtemna Rose Wang (1D: 113212) this answer is incorrect. This is a closed- 


ended question that can be answered with ano or yes. 
Do you take your atorvastatin twice a day? X 
Are you currently on any diabetic medications? * 


May you explain why your symptoms are bothersome? Y 


Marks for this submission: 0.0/1.0. 
TOPIC: Communication & Education 
LEARNING OBJECTIVE: 


To identify the difference between closed and open-ended questions. 


Question 6 
10:3721 
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Question 7 
10:3718 


Corect 
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BACKGROUND: 


Questioning is a great form of communication that can be used to increase information gathering. When 
asking questions to patients or other healthcare professionals, it is important to ask open-ended questions. 
Closed-ended questions can be answered with simple answers such as a yes or no. Using these questions 
may give you some information but using open-ended questions in place of these can greatly enhance 
information gathering and patient interaction. Instead of asking "do you experience symptoms of 
hypoglycemia", it may be better to ask "which symptoms of hypoglycemia have you experiencing" 


RATIONALE: 

Correct Answer: 

(Option #4): Using words like explain, demonstrate or show can create open-ended questions. 
Incorrect Answers: 

(Option #1, 2, 3): This is a closed-ended question that can be answered with a no or yes. 
TAKEAWAY/KEY POINTS: 


Words such as do and are when asked in a question form may lead to closed-ended questions. Open-ended 
questions require more than a yes or no to answer which will provide more information than closed-ended 
questions. 


REFERENCE: 


[1] Dobkin BA, Pace RC. Communication in a Changing World - Listening and Responding to Others. 
McGraw-Hill Global Education Holdings, LLC. 
http://highered.mheducation.com/sites/0072959827/student_view0/chapter4/index:html. 


The correct answer is: May you explain why your symptoms are bothersome? 


Which of the following is NOT an example of non-verbal communication? 


Select one: 
Body language * 
Facial expression % 
‘Awareness of personal space X 


Acknowledgment Y 


rahe nace Rose Wang (ID: 113212) this answer is correct. Words/phrases such as "okay" 


and "I see" are a great way of using verbal communication to show 
understanding. 


Marks for this submission: 1.0/1.0. 

TOPIC: Communication & Education 

LEARNING OBJECTIVE: 

To identify non-verbal versus verbal communication strategies. 
BACKGROUND: 


Body language is a very important means of communication. For instance, crossed arms may indicate 
impatience, hostility and skepticism while an open posture may indicate friendliness and promotes a 
welcoming environment. It is important to maintain appropriate space between you and the other speaker. 
Most people do not enjoy those that stand very close to them, encroaching on their personal space. Facial 
expression can be used to show understanding, sympathy, non-judgement, interest, etc. Any spoken word or 
words used in an example of verbal communication. Even filler acknowledgement noises such as "mhm" are 
considered verbal communication. 


RATIONALE: 
Correct Answer: 


(Option #4): Words/phrases such as "okay" and "I see" are a great way of using verbal communication to 
show understanding. 


Incorrect Answers: 


(Option #1): Body language is a form of non-verbal communication. 
(Option #2): Facial expressions are an important form of non-verbal communication. 
(Option #3): Awareness of personal space is an important non-verbal communication tool. 


TAKEAWAY/KEY POINTS: 
Any words or spoken phrases are examples of verbal communication. 
REFERENCE: 


[1] Segal J, Smith M, Boose G, Jaffe J. Nonverbal Communication: Improving Your Nonverbal Skills and 
Reading Body Language. Helpguide.org, http://www.helpguide.org/articles/relationships/nonverbal- 
communication.htmlé. 


The correct answer is: Acknowledgment words or phrases 


Which of the following is an example of an open-ended question? 


Select one: 


“How are you ¥ 


feeling today?” Rose Wang (ID:113212) this answer is correct, This is an open-ended 


Question 8 
1D: 3717 


Corect 


question as the answer 1s more complex than yes or no. 


"Did your daughter give birth yet?” * 
“You take this medication twice a day, right?” * 
“Would you like to sit down?" % 


Marks for this submission: 1.0/1.0. 

TOPIC: Communication & Education 

LEARNING OBJECTIVE: 

To identify the difference between closed and open-ended questions. 
BACKGROUND: 


Questioning is a great form of communication that can be used to increase information gathering. When 
asking questions to patients or other healthcare professionals, it is important to ask open-ended questions. 
Closed-ended questions can be answered with simple answers such as a yes or no. Using these questions 
may give you some information but using open-ended questions in place of these can greatly enhance 
information gathering and patient interaction. Instead of asking "do you experience symptoms of 
hypoglycemia’, it may be better to ask ‘which symptoms of hypoglycemia have you experiencing” 


RATIONALE: 

Correct Answer: 

(Option #1): This is an open-ended question as the answer is more complex than yes or no. 
Incorrect Answers: 

(Option #2, 3, 4): This is a closed-ended question as the answer can be yes or no. 
TAKEAWAY/KEY POINTS: 


Open-ended questions require more than a yes or no to answer which will provide more information than 
closed-ended questions. 


REFERENCE: 


[1] Dobkin BA, Pace RC. Communication in a Changing World - Listening and Responding to Others. 
McGraw-Hill Global Education Holdings, LLC. 
htto://highered.mheducation.com/sites/0072959827/student_view0/chapterd/index.html. 


The correct answer is: "How are you feeling today?” 


Which of the following is the best example of patient-friendly language? 


Select one: 
“The inhaler contains v 
abaan aN E ap your Rose Wang (ID:113212) this answer is correct. This sentence 
RS uses language that the majority of patients will understand. 


“Acetaminophen has antipyretic effects, it will reduce your fever” % 
“Glyburide has a high risk of causing hypoglycemia" * 
“Ibuprofen is an analgesic that will relieve the pain you are experiencing” % 


TEE 
TOPIC: Communication & Education 

LEARNING OBJECTIVE: 

To identify examples of patient-friendly language. 
BACKGROUND: 


When talking to patients, you cannot assume they know medical jargon or scientific terms. Many patients 
have low health literacy and need to hear simple language to understand information. Using patient-friendly 
language will enhance outcomes and create a more favourable patient relationship. Patient-friendly language 
refers to simplified, non-medical language that patients can understand without having to look up 

efinitions. 


RATIONALE: 

Correct Answer: 

(Option #1): This sentence uses language that the majority of patients will understand. 
Incorrect Answers: 


(Option #2): Many patients will likely not understand what antipyretic means and will not realize that “reduce 
your fever" is equivalent with the term ‘antipyretic’. 

(Option #3): Many patients, especially those newly diagnosed with diabetes mellitus, will likely not know 
what hypoglycaemia means. 

(Option #4): It is unlikely that many patients will know that analgesic means “pain relief” 


TAKEAWAY/KEY POINTS: 


Patient-friendly language should also be used when talking to patients. When talking to healthcare 
professionals, be clear, concise and try to avoid confusion. 


REFERENCE: 
[1] Anderson B, et al. Plain Language Toolkit. Group Health Centre. 


Question 9 
10:3700 


Incorrect 


Question 10 
1D: 43981 


Incorrect 


http://www.wapatientsatety.org/downloads/GHC-Plain-Language-loolkit.pdt. 


The correct answer is: "The inhaler contains salbutamol, it will open up your airways” 


Which of the following is a physical barrier to providing optimal patient care? 


Select one: 


A semi-privatë 3% 
and private 
counselling area 


Rose Wang (ID:113212) this answer is incorrect. A counselling area is not a 
barrier. In fact, it is a recommendation to help overcome barriers to 
providing optimal patient care. 

No cash register at the prescription counter % 

A barrier to separate the dispensary counter so the pharmacists are not interrupted by customers Y 


Work islands being used for dispensing rather than traditional linear counters % 


Marks for this submission: 


071.0, 
TOPIC: Communication & Education 

LEARNING OBJECTIVE: 

To identify possible sources of physical barriers in the pharmacy. 

BACKGROUND: 

There should be a minimal amount of physical barriers that separate the pharmacists from the patients. The 
dispensary counter should be at floor level so that pharmacists can see and converse with their patients. 
Pharmacists should be accessible to the patients and free from technical activities of the pharmacy 
dispensary. The distribution process should be separated from the cognitive process completed by the 
pharmacist. Semi-private or confidential counselling areas are key in protecting the patient and the 
pharmacy. The more physical barriers there are between the pharmacist and patient, the lesser of a 


welcoming environment exists. Safety should always be considered when planning a pharmacy which is why 
there is still a distinct dispensing area of pharmacies. 


RATIONALE: 

Correct Answer: 

(Option #3): The dispensary counter should be at floor level so that pharmacists can see their patients. 
Incorrect Answers: 

(Option #1): A counselling area is not a barrier. In fact, it is a recommendation to help overcome barriers to 
providing optimal patient care. 

(Option #2): When no register exists at the prescription counter, patients can pay attention to what the 
pharmacist says rather than look through their wallet to find the desired payment method. 


(Option #4): Using islands for dispensing is not a barrier. In fact, itis a recommendation to help overcome 
the barriers to providing optimal patient care. 


LEARNING OBJECTIVE: 


Dispensary counters should not restrict a pharmacist's point of view to patients. Pharmacists should be able 
to see and talk to patients to easily answer questions. Counselling areas are mandatory in pharmacies. 
REFERENCE: 

[1] NAPRA. Resources for Pharmacy Operators. https://napra.ca/general-practice-resources/resources- 
pharmacy-operators 


The correct answer is: A barrier to separate the dispensary counter so the pharmacists are not interrupted by 
customers 


You are a pharmacy manager at your local hospital. You are planning for in-house education of the 
cy assistants you have on staff as they are preparing to become regulated pharmacy 
ns. 


All of the following should be completed in the process of creating a training program EXCEPT: 


Select one: 
Prepare objectives based % T, mm 
pere SANO se Wang (ID:113212) this answer is incorrect. The training 
ara iie Be objectives should be based on the needs of the the audience. 
Planning material for the staff to review prior to the workshop * 
Completing pre-learning assessments of the session % 


Providing staff with areas of improvement only as opposed to the areas in which they are {v 
performing well 


Completing post-leaming assessments of the session % 


Marks for this submission: 0.0/1.0. 
TOPIC: Communication & Education 
LEARNING OBJECTIVE: 


To identify how to prepare an educational program for hospital technicians. 
BACKGROUND: 


When planning an educational program, it is important to consider the learning needs of the audience and 
tailor the content and language accordingly. Consider using interactive methods to try and capture the 
audience's attention. Inform the audience that questions and feedback are welcome. Assigned pre-reading 
may help prepare the audience for the upcoming presentation. Pre and post-learning assessments can help 
the presenter understand how successful their presentation was in conveying the information. Constructive 
criticism, balancing positive and negative aspects, is important when reviewing others’ actions. 


RATIONALE: 
Correct Answer: 


(Option #4): During the program, it is important that the pharmacy assistants receive constructive feedback 
on their performance. 

Incorrect Answers: 

(Option #1): The training objectives should be based on the needs of the the audience. 

(Option #2): Your audience can be given reading materials prior to the workshop. 

(Option #3): Pre and post-learning assessments should be standard practice for assessing the learning of a 
workshop or education provided. 

(Option #5): Pre and post-learning assessments should be standard practice for assessing the learning of a 
workshop or education provided. 


TAKEAWAY/KEY POINTS: 


Constructive feedback, which has both positive and negative comments, is better than only providing 
negative feedback. 


REFERENCE: 


[1] Dobkin BA, Pace RC. Communication in a Changing World - Listening and Responding to Others. 
McGraw-Hill Global Education Holdings, LLC. 
http://highered.mheducation.com/sites/0072959827/student_view0/chapterd/indexhtml. 


The correct answer is: Providing staff with areas of improvement only as opposed to the areas in which they 
are performing well 
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